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Indie claims: 

All of the claims standing for examinatioa are presented below. 
1-28. (Canceled) 

29. (Cutrently amended) A method for assigning tasks to agents in a service center based 
on an agent skill set lequhred to sorvice individual tasks, comprising; 

in response to a task being prqpared jR>r service, determining the skill set that 
wouM be best suited for responding to the task, 

building a fesuggke skill table of available ag^ts, wherein the ^esmie skill table is 
organized by skill sets that include all skills possessed by the agen^; 

determining from the ^asuae skill table of available agents all agents with the best 
match to service the task; 

selecting an agent to service the task from the agents determined to have the best 
match to service the task. 

30. (Currently amended) The method of claim 29 wherein the selecting step further 
comprises; 

selecting an agent with a minimum qualification level from among the agents 
determined to have t h e best match to service the task ramQiiiiiig in mntr^nHn tt 

31. (Currently amended) Apparatus fiw assigning tasks to agents in a savice center based 
on an agent skill set required to service individual tasks, comprising; 

means for deteimining the skill set dtat «bet would be best suited for respcmding to 
the task in response to the task being prepared for service; 

means for building a festvaae ^ table of available agents, wherein the fewsete 
MI table is organized by skill sets that include all skills possessed by the agente; 

means for detraining from the fes^mB ^ table of available agents all agents 
with the best matdi to service the task; 
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means for selectjboig an agent to service the task from the agents detenrdned to 
have the best match to service the task, 

32. (CuiTcntly am«ided) The apparatus of claim 31 wherein the selecting means further 
comprises; 

means for selecting an agent with a minimum qualification level from among the 
agents determineH in h gyc the best match to service the task romaining in r^Tifcntinn 

33. (Cuirently amended) Computer program code embodied in a storage mediiim for 
controlling a computer to assign tasks to agatxts in a service center based on agent skills 
required to service individual tasks, the program code comprising; 

a first code for deternaindng the skill set that would be best suited for responding 
to the task in response to a task being prepared for service; 

a second code for building ayegHme skill table of available agents, wherein the 
smwe table is organized by skill sets that inchide aU skills possessed by the agent; 

a third code for determdning from the tesm& skig table of available agents all 
agmts with the best match to service the task; and 

a fourth code for selecting an agmt to service the task from the agents determined 
to have the best matdi to s^ce the task. 

34. (Currently am^ed) The program code of claim 33 wherein the fowcth code segment 
fiulfaa* comprises; 

a fifth code segment for selecting an agent with a minimum qualification level 
from the agents detemriifyeH in h«v e the best match to service the task rammninp m 

WlllfOUiJlUJUl* 

35. (Currently amended) Program code embodied in a earner wave for controUing a 
computer to assiga tasks to agents in a service cento: based on an a^t skill set required 
to sai'ice individual tasks, the program code conqnising; 
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a first code segment responsive to a task being prepared for service for 
detOTnining the skill set that would be best suited for responding to the task; 

a second code set for building a f^swde 3^ table of available agents, wherein the 
resume table is organized by skill sets that inchide all skills possessed by the ag«Qt; 

a third code set for determining fix)m the fesmt^ slgll table of available agents all 
agents with the best match to service the task; 

a fourth code set for selecting an agent to service the task from the agents 
determined to have the best match to service the task. 

36. (Currently amended) The program code of claim 35 wharcin the fourfli code segment 
fiarther comprises; 

a fifth code segment for selecting an agent with a minimum qualification level 
fi-om the agents detennined to have the best match to service the ta^k remmningia 
eontontion . 
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